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CONSUMER  PRODUCT  SAFETY  COMMISSION 

Statement  of  Support  for  the  President’s  Executive  Order 
No.  12160 

agency:  Consumer  Product  Safety  Commission. 
action:  Final  Statement  of  Support  for  Executive  Order. 

summary:  In  September,  1979,  President  Carter  issued  an 
executive  order  to  provide  for  the  enhancement  and 
cooperation  of  federal  consumer  programs.  The  Consumer 
Product  Safety  Commission,  an  independent  agency,  fully 
supports  this  effort.  In  the  December  10, 1979,  Federal 
Register  the  Commission  published  an  initial  document 
describing  its  activities  that  increase  consumer  participation 
and  encouraging  comments  from  the  public.  This  is  the  final 
version  of  that  statement  of  support  including  comments 
received  from  the  public. 

FOR  FURTHER  INFORMATION  CONTACT:  Ken  Rashid,  Associate 
Executive  Director  for  Communications,  Consumer  Product 
Safety  Commission,  Washington,  D.C,  20207;  telephone  (301) 
492-6580. 

SUPPLEMENTARY  INFORMATION: 

INTRODUCTION 

The  Consumer  Product  Safety  Commission  (CPSC)  is  an 
independent  federal  regulatory  agency  charged  with  the 
responsibility  of  protecting  the  public  against  unreasonable 
risks  of  injury  associated  with  consumer  products.  The 
Consumer  Product  Safety  Act,  which  established  CPSC, 
contains  unique  provisions  regarding  consumer  participation 
and  consumer  information,  and  requires  CPSC  to  provide 
meaningful  access  to  consumers  and  to  consider  their  views 
in  the  development  of  major  Commission  programs.  In 
addition  to  these  statutory  requirements,  the  Commission, 
since  its  creation,  has  recognized  the  vital  role  that 
consumers  have  in  assisting  the  agency  to  carry  out  its 
mission,  and  has  actively  sought  ways  of  informing 
consumers  about  agency  activities  and  involving  them  in 
these  efforts. 

On  December  10, 1979,  CPSC  published  in  the  Federal 
Register  a  Statement  of  Support  for  the  President’s  Executive 
Order  12160.  Although,  as  an  independent  agency,  CPSC  is 
not  required  to  comply  with  the  Executive  Order,  the 
Commission  strongly  supports  this  effort  to  improve  federal 
consumer  programs.  This  Statement  of  Support  indicates  that 
our  existing  programs  substantially  meet  the  formal 
requirements  of  the  Executive  Order,  and,  beyond  that, 
actually  provide  consumers  with  many  ways  to  learn  of,  and 
participate  in.  Commission  activities. 

In  response  to  the  Statement  of  Support  describing  these 
activities,  CPSC  received  19  comments:  three  from  individual 
consumers,  nine  from  consumer  groups  and  related 
organizations,  6  from  businesses  or  trade  associations  and 
one  from  a  state.  These  comments  were  reviewed  by  CPSC 
staff  who  are  familiar  with  our  program.  Some  of  these 
comments  are  beyond  the  scope  of  Executive  Order  12160 
and  the  Commission’s  consumer  program,  and  therefore, 
have  not  been  addressed. 

The  principal  issues  raised  by  the  commenters  are 
discussed  below. 

CONSUMER  AFFAIRS  PERSPECTIVE 

Several  commenters  noted  that  the  Commission  has  not 
designated  a  single  individual  or  office  to  provide  a 
consumer  affairs  perspective.  Others  noted  that  in  their 
opinion  the  head  of  such  a  unit  should  report  directly  to  the 
head  of  the  agency.  Since  the  Commission  is  not  covered  by 
the  Executive  Order,  and  since  we  have  had  an  active  and 


successful  consumer  affairs  program  for  several  years,  we 
believe  that  reorganizing  this  function  is  not  necessary  at 
this  time.  Accordingly,  our  Area  Offices,  Office  of  the 
Secretary,  arid Directorate  for  Communications,  which 
function  as  a  consumer  affairs  staff  at  CPSC,  will  continue  to 
share  responsibility  in  this  area.  However,  in  response  to 
several  comments  indicating  that  our  description  of  this 
shared  responsibility  was  not  clear,  we  have  revised  that 
section  to  clarify  the  relationships  and  responsibilities  of  the 
staff. 

CONSUMER  PAR’nCIPA'nON 

In  different  ways,  commenters  stressed  the  need  for 
adequate  funding  for  consumer  participation,  for  example,  to 
encourage  participation  by  low  income,  elderly  and 
handicapped  persons.  One  commenter  suggested  that,  to 
encourage  applications  for  funding,  we  indicate  the  precise 
amount  available  for  consumer  participation.  We  agree  that 
adequate  funding  is  necessary  for  a  successful  consumer 
participation  program,  and  the  Commission  has  set  aside 
$30,000  for  the  fiscal  year  1980.  Other  commenters  stressed 
the  need  for  public  input  early  in  the  policy-making  process, 
and  we  have  clarified  the  section  on  public  participation  to 
explain  that  we  will  continue  to  make  every  effort  to  provide 
opportimities  for  the  public  to  express  its  views  long  before  a 
regulation  is  even  proposed.  We  have  also  clarified,  at  the 
suggestion  of  one  commenter,  how  consumers  who  do  not 
require  funding  may  participate  in  CPSC  activities. 

Two  commenters  suggested  that  we  continually  review 
and  attempt  to  improve  consumer  representation  on  our 
advisory  committees.  Two  others  believed  that  we  should 
include  a  permanent  consumer  representative  on  the 
Commission  and  that  a  “Consumer  Advisory  Board’’  should 
be  established  in  each  agency. 

The  CPSC  supports  the  need  for  strong  consumer 
representation  on  its  advisory  committees,  and  positions  are 
set  aside  for  consumers  on  3  of  our  4  advisory  committees 
(the  fourth  is  a  highly  technical  body).  We  constantly  strive 
to  maintain  and  upgrade  the  quality  of  all  our  advisory 
committees.  New  legislation,  however,  would  be  necessary 
to  give  the  Director  of  the  Consumer  Affairs  Office  in  each 
agency  the  power  to  seek  judical  review  or  to  set  aside  one 
position  on  the  Commission  itself  solely  to  represent 
consumer  interests. 

Two  other  commenters  recommended  that  the  CPSC  also 
provide  technical  assistance  to  consumers  who  wish  to 
participate  in  Commission  proceedings.  Others  suggested 
that  the  Commission  use  all  available  and  innovative  means 
to  advise  the  public  about  Commission  activities  for  early 
and  meaningful  participation.  Still  another  suggestion  was 
that  CPSC  consider  developing  and  updating  a  list  of  private 
consumer  citizens  who  could  provide  particular  knowledge 
or  expertise  in  the  applicable  subject  area. 

We  agree  with  the  intent  of  these  suggestions.  CPSC  is 
committed  to  encouraging  the  widest  possible  participation 
by  the  public  and  it  is  one  of  the  major  responsibilities  of  our 
Office  of  Public  Participation  to  see  that  this  is  done 
effectively.  The  Office  will  make  special  efforts  to  provide 
timely  information  on  how  to  participate  in  Commission 
activities,  and  to  reach  out  broadly  to  provide  this 
information  to  the  public. 

We  believe  that  our  present  procedures  enable  us  to 
provide  technical  assistance  by  answering  specific  questions 
from  concerned  persons  by  letter,  personal  visit  or  telephone 
and  by  making  available  material  relating  to  our  activities. 
Our  Area  Offices  Community  Services  personnel  are 
especially  trained  to  give  technical  assistance  at  the  State 
and  Local  level. 
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We  have  therefore,  revised  this  section  to  indicate  that  we 
will  explore  and  use  all  appropriate  means  to  get  information 
on  our  activities  to  consumers. 

INFORMATIONAL  MATERIALS 

Many  commenters  stressed  the  need  to  provide 
information  to  “average  consumers”  or  to  particular  groups, 
such  as  the  handicapped,  low-income,  minority  groups,  or 
the  elderly,  who  may  have  particular  concerns  about  product 
safety.  The  Commission  attempts  to  reach  average 
consumers  by  working  with  a  variety  of  groups  with 
concerns  other  than  product  safety  to  which  consumers  are 
likely  to  belong.  These  include  community  and  service 
groups,  religious  groups,  educational  groups,  youth  groups, 
and  so  on.  In  addition,  we  make  particular  efforts  to  contact 
“hard-to-reach”  consumers  through  groups  concerned  with 
their  needs  and  publications  addressed  to  their  special 
problems.  Several  specific  ways  of  improving  publicity  were 
suggested  by  commenters  such  as  purchased  space  in 
newspapers  or  greater  use  of  the  Consumer  Information 
Center  at  Pueblo,  Colorado.  Unfortunately,  these  are  high 
cost  options  that  we  cannot  consider  at  this  time. 

One  commenter  suggested  that  CPSC  make  funds 
available  for  bona  fide  consumer  groups  to  develop  their 
own  material.  Although  this  suggestion  is  too  expensive  to 
adopt  at  this  time,  the  Commission  does  make  negatives  of 
many  of  its  print  materials  available  to  any  outside  source 
that  wishes  to  print  them.  In  general,  10  copies  of  fact  sheets 
and  certain  other  publications  can  be  obtained  free  from  the 
CPSC.  More  than  10  copies  are  available  for  sale  from  the 
Superintendent  of  Documents,  U.S.  Government  Printing 
Ofhce,  Washington.  D.C.  20402. 

Another  commenter  suggested  that  the  CPSC’s  audio 
visual  program  make  adequate  use  of  the  expertise  that  is 
available  in  the  private  sector.  The  CPSC  presently  uses  the 
skills  and  knowledge  of  the  private  sector  both  to  produce 
and  distribute  its  audio  visual  products. 

One  commenter  suggested  that  we  incorporate  local  news 
items,  minority  news  items,  sign  language  for  the  deaf  (TV) 
and  braille  material  for  the  blind  as  part  of  our  information 
materials.  We  encourage  our  area  offices  to  issue  press 
releases  on  local  events,  and  these  do  include  minority  news 
events  and  items  of  concern  for  the  handicapped.  For 
example,  our  news  releases  always  contain  the  telephone 
number  of  our  teletype  for  the  deaf.  We  will  also  continue 
looking  into  the  feasibility  of  sign  language  for  TV  spots  and 
braille  for  the  blind. 

EDUCATION  AND  TRAINING 

Most  commenters  thought  the  Commission’s  education  and 
training  programs  were  sufficient,  although  some  stressed 
the  need  for  adequate  resources  and  staff  expertise  in 
making  consumer  programs  successful.  Several  commenters 
suggested  that  the  CPSC  give  special  attention  to  the  hiring 
of  qualified  individuals  with  demonstrated  experience  in 
representing  consumers.  We  have  revised  that  section 
accordingly  to  emphasize  our  activities  in  this  area. 

Two  commenters  noted  that  this  section  had  no  reference 
to  availability  of  funds  or  contract  monies  for  experienced 
consumer  groups  who  could  assist  the  agency  in  its  activities 
to  increase  consumer  participation.  Such  a  program  would 
be  beyond  our  means.  However,  contract  funds  are  available 
from  time  to  time  on  certain  projects  which  are  awarded  on 
a  competitive  basis  by  the  CPSC. 

INQUIRIES  AND  COMPLAINT  HANDLING 

Many  commenters  noted  our  use  of  the  toll-free  Hotline 
with  approval.  In  response  to  several  comments,  we  have 


clarified  the  section  on  how  compliants  are  handled  and  the 
role  they  play  in  initiating  agency  action. 

Another  commenter  said  that  a  complaint  handling  system 
should  be  made  more  efficient  and  accessible  to  the  elderly. 

In  our  opinion,  the  CPSC  system  meets  these  requirements 
because  it  is  readily  accessible  to  all  groups  of  consumers. 

HNAL  STATEMENT 

The  following  discussion  is  our  final  statement  of  support 
for  Executive  Order  12160.  It  incorporates  the  Commission’s 
responses  to  the  public  comments  discussed  above. 

CONSUMER  AFFAIRS  PERSPECnVE 

Within  the  CPSC,  staff  of  the  Directorate  for 
Communications,  the  Office  of  the  Secretary,  and  the 
Commission’s  thirteen  Area  Offices  work  most  directly  with 
meeting  the  needs  of  consumers.  The  Associate  Executive 
Director  for  Communications,  CPSC’s  top-level  designee  for 
coordinating  the  implementation  of  Executive  Order  12160, 
plans  and  directs  the  implementation  of  nationwide 
consumer  information  and  education  programs  to  insure 
their  coordination  with  the  Area  Offices. 

Consumer  affairs  professionals  in  the  Directorate  for 
Communications  are  responsible  for  a  broad  range  of 
communications  including  the  composition  and  production  of 
CPSC  audio-visual  and  print  information  and  education 
material  for  consumers,  the  dissemination  of  this  material, 
and  the  management  of  the  agency’s  coordinate  efforts  to 
alert  and  educate  consumers  about  the  hazards  of  consumer 
products. 

The  Professional  Community  Services  personnel  in  the 
CPSC  Area  Offices  implement  broad  national  information 
and  education  programs  in  keeping  with  Commission 
priorities.  Headquarters  personnel  in  the  Directorate  of 
Communications  assist  these  Field  personnel  by  giving  them 
continuing  guidance  and  by  coordinating  the  I  &  E  activities 
both  at  the  national  and  local  level.  This  latter  activity 
requires  that  consumer  affairs  professionals  in  both 
Headquarters  and  Area  Offices  be  in  almost  constant 
communication  with  consumers  and  representatives  of  a 
wide  range  of  consumer  organizations. 

The  Office  of  the  Secretary  makes  pertinent  documents 
relating  to  our  proceedings  available  to  outside  interested 
parties  and  includes  the  Office  of  Public  Participation  which 
is  responsible  for  encouraging  funded  and  unfunded 
consumer  participation  in  official  Commission  standards 
setting  and  other  regulatory  activities. 

In  1977,  the  Commission  established  a  program 
management  system  in  which  multidisciplinary  program 
teams  drawn  from  the  agency’s  technical  directorates  handle 
regulatory  development  and  other  program  issues.  Consumer 
affairs  personnel  from  the  Directorate  for  Communications 
are  integral  members  of  these  teams,  and  fully  participate  in 
the  development  and  review  of  all  agency  rules,  policies,  and 
programs. 

CONSUMER  PAR’nCIPATION 

The  Commission  seeks  the  participation  of  all  segments  of 
the  public  in  its  rulemaking  proceedings  and  other  activities. 
Although  industry  representatives  usually  communicate  their 
views  to  the  Commission,  non-industry  individuals  and 
groups,  who  can  be  affected  by  the  rules,  are  not  always 
heard.  Therefore,  the  Commission  is  committed  to  making 
special  efforts  to  encourage  the  widest  possible  participation 
in  CPSC  activities. 

Consumers  can  play  an  important  role  in  Commission 
affairs  such  as  participation  in  the  standards  setting  process. 
We  also  seek  consumer  opinion,  both  formal  and  informal,  at 
every  point  in  the  development  of  safety  standards,  at 
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meetings  between  Commission  ofticials  and  industry,  and 
also  during  periods  of  open  comment  on  proposed  standards. 

As  one  example,  the  CPSC  has  broadened  public 
participation  by  conducting  meetings  outside  of  Washington, 
D.C.  The  Commission  has  held  meetings  in  cities  throughout 
the  country,  especially  in  areas  where  consumers  might  be 
particularly  affected  by  a  Commission  project.  Top  agency 
officials — in  many  cases,  the  Commissioners — conduct  these 
regional  meetings.  To  the  extent  that  funding  permits,  the 
Commission  will  continue  scheduling  these  meetings  in  order 
to  take  maximum  advantage  of  consumer  participation  on  a 
coast  to  coast  basis. 

In  meetings,  hearings,  and  other  proceedings,  consumer 
participation  is  possible  only  when  all  segments  of  the  public 
are  fully  informed  about  them.  The  Commission  notifies  the  ■ 
public  about  these  proceedings  through  its  Public  Calendar, 
the  Federal  Register,  press  releases,  CPSC  MEMO,  non¬ 
government  news  letters  and  magazines,  notices  sent 
directly  to  interested  individuals  and  notices  placed  in 
periodicals.  The  Commission  will  continue  to  explore  and 
use  the  best  ways  to  publicize  and  encourage  consumer 
participation  at  the  earliest  stages  of  our  activities  such  as 
the  use  of  special  mailing  lists  and  maximum  and  strategic 
use  of  the  electronic  and  print  media. 

Consumers  may  be  aware  of  Commission  activities,  but 
often  lack  the  financial  resources  to  participate.  When 
consumers  do  participate,  the  degree  and  nature  of  their 
participation  is  often  limited  for  ^e  same  reason.  To  address 
this  problem,  the  Commission  has  set  aside  funds  and 
established  procedures  by  which  qualifying  consumers  and 
other  parties  can  be  compensated  for  expenses  incurred  in 
participating  in  CPSC  proceedings.  These  procedures  apply 
to  all  of  the  Commission’s  informal  notice  and  comment 
rulemaking  activities,  including  the  early  stage  in  which  the 
Commission  obtains  outside  assistance  in  developing 
proposed  rules.  The  Commission  does  not  always 
specifically  solicit  funding  requests,  but  consumers  are  > 
welcome  to  submit  them  in  every  proceeding.  Funding  is 
available  for  transportation  to  CPSC  meetings,  payment  of 
time  spent  on  preparing  written  comments  and  all  other 
expenses  related  to  participation  in  rulemaking,  such  as 
document  duplication  and  babysitting. 

The  major  responsibility  for  administering  the  funding 
programs  comes  under  the  direction  of  the  Commission’s 
public  participation  personnel.  Further  information  on 
funding  is  available  from  the  Office  of  the  Secretary  (Attn: 
Director,  Office  of  Public  Participation),  Consumer  Product 
Safety  Commission,  Washington,  D.C.  20207.  This  same 
office  will  also  assist  consumers  who  wish  to  participate  on 
an  unfunded  basis. 

INFORMATIONAL  MATERIALS 

Immediately  after  its  establishment  in  1973,  the 
Commission  began  public  awareness  programs  aimed  at 
informing  consumers  about  its  existence,  its  responsibilities, 
and  the  services  it  could  provide.  Some  of  the  first  consumer 
information  materials  were  specifically  designed  to  make  the 
public  aware  of  die  agency,  its  mission,  and  the  ways  to 
communicate  with  it.  Personnel  from  the  Directorate  of 
Communications  are  responsible  for  the  development  of 
CPSC  informational  materials  and  share  the  responsibility 
for  their  distribution  with  the  area  offices. 

The  Commission’s  dedication  to  informing  the  public 
about  consumer  participation  avenues  is  demonstrated  by 
the  agency’s  open  meetings  policy.  Under  this  policy,  all 
meetings  are  open  to  the  public,  unless  there  is  a  specific  and 
compelling  reason  to  close  them.  As  one  of  the  first  such 
policies  among  federal  agencies,  it  is  the  subject  of  a 
pamphlet  and  Fact  Sheet  and  is  frequently  mentioned  in 


other  CPSC  materials.  All  of  these  items  have  been  widely 
disseminated  to  consumers. 

The  CP  AC  has  conducted  “educational  diagnoses’’  to 
determine  consumers’  needs  for  product  safety  information. 
These  surveys,  based  on  a  random  sampling  of  households 
across  the  country,  focused  on  consumers’  knowledge  levels 
and  awareness  of  hazards  in  relation  to  dozens  of  consumer 
products.  The  Commission  studied  habits  of  consumers  with 
regard  to  selection,  use,  maintenance,  storage,  and  disposal 
of  consumer  products.  The  CPSC  has  also  periodically 
commissioned  research  projects  that  investigate  and  analyze 
human  usage  factors  and  patterns  in  connection  with 
specific  consumer  products. 

The  Commission  is  constantly  striving  to  better  serve  the 
needs  of  consumers  through  its  informational  materials.  The 
creation  of  many  of  the  CPSC  materials  has  often  directly 
resulted  form  consumer  inquiries  or  concerns  on  specific 
products  or  hazard  areas.  The  most  widely  used  and 
disseminated  material,  the  CPSC  Fact  Sheets,  evolved  from 
the  need  to  satisfy  consumer  inquiries  received  through 
correspondence  and  through  our  toll-free  telephone  Hotline 
(see  "Inquires  and  Complaint  Handling’’). 

The  Conunission  has,  from  its  earliest  days,  been 
committed  to  the  principle  of  conducting  the  public’s 
business  in  public  with  participation  by  all  interested 
parties.  The  CPSC  open  meetings  policy  and  standards 
development  processes,  mandating  the  opportunity  for  direct 
public  participation,  are  examples  of  this  commitment.  Both 
of  these  examples  are  supported  by  various  consumer 
information  materials. 

The  identification  of  particular  constituent  groups  to  be 
reached  with  product  safety  information  is  considered  during 
the  formulation  of  specific  product  safety  information  and 
education  campaigns.  The  segments  of  the  population  that 
may  be  at  highest  risk  of  those  likely  to  purchase  or  use  the 
product  are  targeted  as  the  recipients  of  the  bulk  of  the 
Commission’s  planned  informational  activities.  Additionally, 
the  CPSC  has  initiated  a  minorites  research  project  which  is 
aimed,  in  part,  at  discovering  what  consumer  products  are 
associated  with  the  highest  number  of  accidents  among 
certain  minority  consumers. 

In  its  efforts  to  reach  as  many  consumers  as  possible,  the 
CPSC  continually  strives  to  reach  and  influence  group  or 
opinion  leaders  who  can  transmit  information  to  a  significant 
number  of  consumers.  This  “multiplier”  or  “ripple”  effect  is 
an  efficient  and  productive  way  to  reach  the  greatest  number 
of  consumers  while  expending  a  minimum  or  resomces. 

The  Consumer  Product  Safety  Commission  uses  a  wide 
variety  of  mechanisms  to  transmit  product  safey  information 
to  consumers.  A  list  of  those  the  Commission  has  used  is 
contained  in  Attachment  1.  The  choice  of  which  method  to 
use  depends  on  the  characteristics  and  nature  of  the 
population  segments  to  be  reached,  their  size,  the  the  type  of 
information  to  be  transmitted. 

'The  Commission  has  completed  various  assessments  of  its 
informational  materials  and  programs.  Examples  of  some  of 
these  measures  are: 

(1)  Pre-testing  of  new  materials  under  development. 

(2)  Informal  assessment  by  consumers  in  telephone, 
correspondence,  and  face-to-face  conversations  with  staff  in 
Headquarters  and  the  Area  Offices. 

(3)  A  one-year  formal  review  of  all  CPSC  print  material 
'  based  on  a  questionnaire  accompanying  all  requests  for 

informational  materials  and  seeking  consumer  viewpoints  on 
the  usefulness  and  timeliness  of  the  material  and  whether  it 
was  shared  with  others. 

(4)  Formal  evaluations  that  measure  the  effectiveness  of 
specific  materials  or  approaches  and/or  programs. 
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All  of  these  kinds  of  assessments  are  done  continually  in 
order  that  the  CPSC  may  revise  its  old  publications  or 
consider  the  comments  and  concerns  emerging  from 
assessments  in  the  development  of  any  new  materials. 

The  Commission  produces  a  number  of  radio  and 
television  public  service  announcements  annually.  Each  of 
these  announcements  gives  the  CPSC  address  and/or 
Hotline  telephone  numbers  so  that  consumers  can  easily 
obtain  further  information.  The  material  that  is  sent  usually 
contains  currently  available  informational  materials. 

As  previously  mentioned,  the  CPSC  does  design  plans  for 
specific  product  safety  information  and  education 
campaigns.  These  plans  are  formulated  yearly  and  provide 
guidance  to  the  Commission’s  consumer  affairs  professionals 
in  both  the  Headquarters  and  Area  Office  locations,  on  how 
to  conduct  targeted  and  concentrated  informational  efforts. 
The  plans  include:  the  identification  of  target  groups,  scope 
of  effort,  national  consistency  requirements,  overall  goals, 
materials  to  be  used,  suggested  outreach  activities,  time 
frames,  reporting  requirements,  and  indications  of  resoimces 
to  be  used.  When  appropriate,  the  plans  call  for  the 
coordination  of  efforts  with  other  federal  agencies  or 
entities. 

The  Office  of  the  Secretary  issues  the  CPSC  Public 
Calendar,  which  lists  in  advance  all  meetings  of  Commission 
employees  and  non-Commission  representatives  in  which 
matters  of  substantial  interest  will  be  discussed.  Since  most 
of  the  listed  meetings  will  be  open,  members  of  the  public 
can  plan  to  attend  meetings  that  interest  them.  The  Public 
Calendar  notice  includes  the  intent  of  the  meeting  and  the 
subject  to  be  discussed,  the  time  and  location  of  the  meeting, 
and  the  name  and  telephone  number  of  the  Conunission 
employee  to  contact  for  further  information.  The  Public 
Calendar  which  also  describes  recent  Commission  actions 
and  notifies  the  public  of  the  matters  to  be  considered  at 
regularly  scheduled  Commission  meetings  and  briefings,  is 
published  and  mailed  weekly  free  of  charge  to  interested 
persons  who  request  it.  Request  to  be  placed  on  the  Public 
Calendar  mailing  list  should  be  made  to  Office  of  the 
Secretary,  Consumer  Product  Safety  Commission, 
Washington,  D.C.  20207. 

EDUCA’nON  AND  TRAINING 

*1110  Directorate  for  Commimications  will  be  responsible 
for  informing  CPSC  staff  members  about  the  Executive 
Order.  Part  of  this  has  already  been  accomplished  by  the 
circulation  of  the  Executive  Order  to  the  Commissioners  and 
senior  staff  officials  in  the  Commission’s  headquarters  and 
Area  Offices  with  accompanying  instructions  to  notify  all 
staff  members  of  the  Order.  Additionally,  all  of  the  agency’s 
Associate  Executive  Directors  will  be  briefed  on  the  Order. 

It  is  always  a  CPSC  objective  to  employ  individuals  who 
are  experienced  in  consumer  representation  for  its  I  &  E 
activities.  Even  then,  proper  training  is  an  important  adjunct. 
For  instance,  in  addition  to  other  specific  training  programs 
in  fiscal  1980,  the  Directorate  for  Communications  will  help 
prepare  an  orientation  session  for  the  consumer  affairs 
personnel  in  each  one  of  the  agency’s  thirteen  Area  Offices 
on  points  relating  to  the  Executive  Order.  During  these 
orientation  sessions,  information  and  procedures  will  be 
provided  to  the  consumer  affairs  personnel  that  will  aid 
them  in  being  better  able  to  offer  technical  assistance  to 
consumers  upon  request. 

INQUIRIES  AND  COMPLAINT  HANDUNG 

Since  December  of  1973,  the  Comsumer  Product  Safety 
Commission  has  collected  consumer  complaint  and 
consumer  contact  data.  What  began  as  a  “Hotline”  and 
consumer  correspondence  program  has  evolved  into  an 


agency-wide  consumer  contact  system  which  is  supported  by 
a  computerized  data  base,  "CONTACT’. 

After  coding  and  processing  the  Hotline  and 
correspondence  inquiries,  our  staff  also  has  the  capability  of 
retrieving  this  information.  'Then,  analyses  of  these 
complaints  in  the  data  base  are  conducted  by  our  Emerging 
Hazards  Team  to  help  us  to  determine  trends  which  guide 
our  future  policy  and  program  priorities.  Because  the 
complaints  and  inquiries  are  so  numerous,  the  Commission 
cannot  make  a  follow  up  to  each  individual  report.  However, 
it  is  important  to  note  that  each  individual  report  becomes  a 
part  of  the  aggregate  for  Commission  action,  if  indicated. 

The  data  is  composed  of  public  inquiries,  requests  for 
publications,  complaints  about  products,  reports  of  product 
safety  hazards,  and  injury  reports.  The  agency  has 
established  procedures  to  ensure  that  consumer  inquiries 
and  complaints  are  handled  in  a  timely  and  effective 
maimer.  All  CPSC  Headquarters  and  field  offices  can 
contribute  and  retrieve  consumer  complaint  data  by  using 
the  computer  terminals  installed  in  many  Commission 
offices. 

In  a  number  of  instances,  consumer  communications  are 
petitions  for  rulemaking  that  identify  unreasonable  risks  of 
injury  presented  by  consumer  products  and  lead  to 
Commission  proceedings  for  safety  regulations. 

In  fiscal  1979,  the  agency  received  500,000  inquiries  and 
complaints  from  the  public,  an  increase  of  over  200  percent 
from  the  previous  year.  Of  the  total  inquiries  and  complaints, 
300,000  were  received  on  the  toll-free  telephone  “Hotline” 
and  200,000  were  from  letters.  Over  80%  of  the  complaints 
and  inquiries  were  handled  in  less  than  three  weeks  by  the 
Directorate  of  Communications.  Complaints  of  a  technical 
and  legal  nature  are  referred  to  other  CPSC  units  for  analysis 
and  appropnate  follow-up. 

Within  CPSC,  the  Directorate  for  Communications  has 
been  delegated  the  responsibility  for  maintaining  the 
agency’s  CONTACT  program.  Both  monthly  reports  and  an 
annual  report  summarizing  a  full  year’s  trends  have  been 
issued. 

During  the  past  year,  CPSC  has  taken  significant  steps 
towards  improving  its  consumer  complaint  data  system  by 
conducting  training  sessions  for  all  agency  offices  to  assure 
uniformity  in  coding  and  use  of  the  data  in  policy  making 
and  priority  setting. 

Any  consumer  can  request  information  and  report  a 
product  hazard  by  writing  to  the  U.S.  Consumer  Product 
Safety  Commission,  Washington,  D.C.  20207.  Consumers  can 
also  call  the  toll-free  Hotline  at  the  following  numbers: 
Continental  U.S.A.  (800)  638-8326;  in  Maryland  only,  (800) 
492-8363;  in  Alaska,  Hawaii,  Puerto  Rico,  Virgin  Island,  (800) 
638-8333.  A  teletype  for  the  deaf  is  available  from  8:30  a.m. 
to  5:00  p.m.  EST  on  the  following  numbers:  national  . 
(including  Alaska  and  Hawaii);  (800)  638-8270  in  Maryland 
only,  (800)  492-8104. 

APPROPRIATE  TELEPHONE  NUMBERS 

— ^Top-level  designee. 

— Agency  Level  Consumer  Affairs  Office. 

— Office  for  Information  about  Agency  Informational 
Material. 

— Office  for  Information  about  Consumer  Technical 
Assistance  (Also,  see  attached  list  of  Area  Offices): 

Kenneth  R.  Rashid,  Associate  Executive  Director  for 

Communications,  U.S.  Consumer  Product  Safety  Commission,  5401 

Westbard  Avenue,  Washington,  D.C.  20207,  (301)  492-6580. 

— Office  for  Information  about  Complaint  Handling: 
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Walter  U.  Johnson,  Director  of  Consumer  Response  and  Information, 
Directorate  for  Communications,  U.S.  Consumer  Product  Safety 
Commission,  Washington,  D.C.  20207,  (301)  492-6590. 

— Office  for  Information  about  Consumer  Participation  in 
the  Agency  Decision  Process: 

Barbara  Rosenfeld,  Director  of  the  Office  of  Public  Participation, 

U.S.  Consumer  Product  Safety  Commission,  Washington,  D.C. 
20207,  (202)  254-6241. 

Dated:  May  22, 1980. 

Sadye  E.  Dunn, 

Secretary,  Consumer  Product  Safety  Commission. 

CONSUMER  PRODUCT  SAFETY  COMMISSION 
Area  Office  Addresses 

CPSC  ATLANTA  AREA  OFFICE  (ATL):  Leslie  Y.  Pounds,  Director, 
1330  West  Peachtree  Street,  Atlanta,  Georgia  30309,  FTS/8-257- 
2259  (COM/404-881-2231). 

CPSC  BOSTON  AREA  OFFICE  (BOS):  Jerome  J.  Donovan,  Director, 
100  Summer  Street,  16th  Floor,  Room  1607,  Boston,  Massachusetts 
02110,  FTS/8-223-5576  (COmMi7-223-5576). 

CPSC  CHICAGO  AREA  OPHCE  (CHI):  Milton  J.  Schulz,  Acting 
Director.  230  South  Dearborn  Street,  Room  2945,  Chicago,  Illinois 
60604.  FrS/8-353-6260  (COM/312-353-6260). 

CPSC  CLEVELAND  AREA  OFFICE  (CLE):  Roland  W.  Atley, 

Director,  Plaza  Nine  Building,  55  &ieview  Plaza,  Suite  520, 
Cleveland,  Ohio  44114,  FTS/8-893-7160  (COM/216-522-3886). 
CPSC  DALLAS  AREA  OFFICE  (DAL):  Jeanne  Devers-White, 

Director,  1100  Commerce  Street,  Room  IClO,  Dallas,  Texas  75242, 
FrS/8-729-0841  (COM/214-767-0841), 

CPSC  DENVER  AREA  OFFICE  (DEN):  Victor  P.  Petralia,  Director, 
Guaranty  Bank  Building,  Suite  938,  817 17th  Street,  Denver, 
Colorado  80202,  FTS/8-327-1795  (COM/303-837-2904). 

CPSC  KANSAS  CITY  AREA  OFFICE  (KAN):  Alfred  E.  Lucas, 
Director,  Midland  Building,  Suite  1000, 1221  Baltimore  Avenue, 
Kansas  City,  Missouri  64105,  FTS/8-758-2034  (COM/816-374- 
2034). 

CPSC  LOS  ANGELES  AREA  OFFICE  (LOS):  Area  Director.  3660 
Wilshire  Boulevard,  Suite  1100,  Los  Angeles,  California  90010, 
FrS/8-798-7272  (COM/213-688-7272). 

CPSC  TWIN  CITIES  AREA  OFFICE  (MIN):  John  F.  Rabusch, 

Director,  Metro  Square,  Suite  580,  7th  and  Robert,  Saint  Paul, 
Minnesota  55101,  FrS/8-725-7781  (COM/61Z-725-7781). 

CPSC  NEW  YORK  AREA  OFFICE  (NYC):  Richard  D.  Swackhamer, 
Director,  6  World  Trade  Center,  Vesey  Street,  6th  Floor,  New 
York.  New  York  10048,  FTS/8-264-1134  (COM/212-264-1125). 
CPSC  PHILADELPHIA  AREA  OFHCE  (PHL):  Lacy  B.  Ward. 

Director,  400  Market  Street,  10th  Floor,  Philadelphia,  Pennsylvania 
19106,  FTS/8-597-9105  (COM/215-597-9105). 

CPSC  SAN  FRANCISCO  AREA  OFFICE  (SFO):  James  P.  DiGrazia, 
Director,  U.S.  Customs  House,  Room  416,  555  Battery  Street,  San 
Francisco,  California  94111,  FTS/8-556-1819  (COM/415-556-1816). 
CPSC  SEATTLE  AREA  OFFICE  (SEA):  Joan  L  Bergy,  Director,  3240 
Federal  Building,  915  Second  Avenue,  Seattle,  Washington  98174, 
FTS/8-399-5276  (COM/206-442-5276). 

Attachment  1 

CPSC  Outreach  Methods  and  Mechanisms 

Pamphlets 

Brochures 

Booklets 

Fact  Sheets 

Curriculum  Guides 

Teacher  and  Student  Readings 

Discussion  Leader  Guides 

Counter  Cards 

Transit  Cards 

Posters 

Coloring  Books 
Comic  Books 
Newspaper  Articles 
Magazine  Articles 
Bill  Staffers 

TV  Public  Service  Announcements 
Radio  Public  Service  Announcements 


Announcer  Copy 
Newsettes 

Slide-Tape  Presentations 
Films 

Films  Strips 
Press  Releases 
Speeches 

Staff  Appearances  on  Mass  Media 

Consumer  Hotline 

Periodic  Mailings 

Workshops 

Seminars 

Public  Display  of  Information 

Exhibits 

Conferences 

Conventions 

Hearings 

Agency  Newsletter 

Spotmaster  Service 

Free  Loan  of  Audio-Visual  Materials 

Consumer  Information  Center  Distribution  of  Materials 
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